
                                  Web Based Tickets     

TITLE 
TICKETS PER 

YEAR Per Month Per Week     
NIPR 
Tickets 36504 3042 702     
SIPR 
Tickets 2664 222 51     
    
    
    

Telephonic Weekdays        

Shift Calls Per Day 
Average Per 

Hour  Note:  Tickets are generated out of a telephonic call.   
shift 1 134 16+        
shift 2 39 4+        
shift 3 57 7+        
          

Telephonic Weekends        

Shift Calls Per Day 
Average Per 

Hour        
shift 1 41 5+        
shift 2 20 3+        
shift 3 34 4+        

 

           Email Tickets 

 Per week Per Month Per Year 
NIPR Emails 538 2333 28,000 
SIPR Emails 50 218 2,616 

 

Ticket Priority Definitions 

 Critical        (1-6 hours) for completion 
 Urgent        (6-24 hours) for completion 
 Normal       (1-7 days) for completion 
 Low             (1 week +) for completion 

Phone calls can range anywhere from 5 minutes to 30 minutes depending on the purpose of a call. 

o 5 minute example - Calling for information once customer is verified 

o 15 -30 minute example -Troubleshooting an issue 

o 57% of calls average 6 minutes or less 


